

Process for Emergencies During and After Hours

Policy Objective: To provide a consistent and appropriate method for handling emergencies during office hours and after office hours.

I. During office hours:

A. Urgent Care: Medically indicated urgent appointments should be available to enrollees the same day or within 24 hours of call for an appointment.  The request for services will be evaluated and the urgency assessed to determine the nature of the medical problem and the need for urgent treatment.  Contingent on the nature of the medical problem, the enrollee should be triaged to the most appropriate care site.

B. Emergency Care: Medically necessary emergency treatment will be available immediately to all patients.  The staff of the Emergency Departments will coordinate with the PCP for authorization and coordination of ongoing care.

If a patient calls with an emergent situation, triage should be performed 

immediately by a licensed staff member or physician. The caller should be 

advised to hang up and call 911 if a life-threatening emergency is occurring.

II. After office hours:

A. Determine who is providing call for the off hours.

B.
Set phone machine message to provide patients with instructions for obtaining                                                care after office hours.                              
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